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Abstract 
The European Award of Quality (EFQM model) is a largely known model, which an institution can apply in order to implement 
Total Quality Management Principles in order to achieve excellence. In the present research the criteria of the EFQM model are 
recorded based on international literature. Subsequently, the views of primary education teachers are recorded and analyzed in 
the light of “enablers” criteria highlighting the dimensions of the Greek Educational Reality. Main purpose of this research is the 
deeper analysis of the embedded interactions among “enablers” criteria of EFQM model. Both reliability and validity were 
estimated and analyzed. In the research 366 teachers of Primary Education participated. Finally, ways contributing to Continuous 
Improvement were recommended.  
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1. Theoretical Framework 
 
   The European Quality Award (EFQM model) is a largely known model, which an institution can apply to 
implement Total Quality Management Principles to achieve excellence. The EFQM model consists of a set of 
criteria, which are mainly classified into two categories called “enablers” and “results” (Dervitsiotis, 2005; Blanas, 
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2003; Campatelli et al, 2011; Martin-Castilla, 2002). The nine EFQM model criteria are analyzed below based on 
international literature. The first five criteria – “enablers” (Leadership, Policies and Srategy, Human Resources, the 
collaborations – resources and procedures) are the basic factors that the company/organization must put into 
practice, so that it raises its performance (McAdam & Bannister, 2001).The four criteria that are left are the “results” 
(the results of customers, Human Resources, society and company/ institution). 
Criterion 1: Leadership. The leadership (leader) is the basic and most determining factor, which develops 
behaviors, activities, formulates visions and promotes a business culture, in which the business can excel. Moreover, 
it inspires and guides total quality, as the main process of the institution/ service towards Continuous Improvement. 
As Baroutas (2007) underlines “the leadership “provokes”, motivates and inspires human resources with words and 
actions, it urges it to surmount obstacles in order to change or fulfil its basic needs”. Consequently, it is the 
leadership’s role to examine how the mission, the vision and the values are developed and materialized by the 
leading business executives within the institution/ service and how they ensure with their actions the implementation 
of the administration system and all this is of utmost importance. According to Dubrin (1995) the leader (leadership) 
is characterized by his/her ability to develop his/her vision and values which are required for a long and successful 
function of the business. He /She offers knowledge, provides motivation (Morales-Lόpez, 2013, Kotler, 
2003, Baroutas, 2007) and incites collaborators, while he/she encourages them to act and behave according to the 
indications and the rules of the company. More specifically, the visible role of the leader/ leadership is examined in 
the development of the mission, the vision, the Total Quality culture and the totality of the values inspiring the 
development of an enterprising excellence culture in the institution. As Dubrin (1995) reports the leader (leadership) 
is characterized by his/her ability to develop the vision and values, which are required for a long and successful 
operation of the business. He /She offers knowledge provides motivation (Morales-Lόpez, 2013, Kotler, 
2003, Baroutas, 2007) and influences partners, while encouraging them to act and behave according to the 
recommendations and the rules of the business. One of the essential duties of a leader is to draw up and apply the 
action plans and then control the results and the progress of actions taking place within the company (Gill, 2006, 
Horner, 1997, Bass, 1985, Sayles, 1979, Dubrin, 1995). Last but not least, he/she should inspect the performance of 
these actions and revise the planned actions depending on the results, according to Yuki (1981). Furthermore, the 
role of Leadership in securing growth, implementation and constant improvement of the system of administration, is 
examined. Conti (2001, p.128) notes that the leadership constitutes the structural element of the business or the 
institution, because the behavior of the leaders can help the company orientate towards its goal and its mission 
(Beugré et al., 2006, Gergen, 2001).  Moreover, the role of leadership is examined in supporting Total Quality, by 
providing the right sources and empowerment. According to Fleishman et al. (1991) and 
Georgiades & Macdonell (1998), the leader having at his/her disposal the right means tries to find opportunities for 
the business, to update it and differentiate it from the rest competitive businesses of the field. He/She locates the 
strong points and weaknesses of the business and is informed about the market and the competition, in order to draw 
an effective and applicable action plan (Zaccaro et al., 2001, Baroutas, 2007). 
Moreover, the role of leadership  is explored in the personal contact with the clients, partners and representatives of 
society, in inducing, recognizing and supporting the staff’s efforts .The criterion “leadership” can be evaluated from 
three different perspectives. First, interpersonal leadership is examined, which is based on general framework. More 
specifically, the leader’s characteristics are examined, which derive from his/her personality and the degree of 
his/her influence on the total value and behavior system (Ely et al., 2010). In addition, what is evaluated is his/her 
ability to create the vision of the company, to determine its existence with clarity and specify his/her own role in 
forming the identity of the business. (Belasco & Stayer, 2000). Another perspective, from which we could assess the 
leader, is the collective values he/she adopts for the company and which contribute to the success of the company. 
The values refer to creativity, innovation, continuous improvement, healthy interpersonal relationships, the 
satisfaction of the client and continuous learning (Dexter & Prince, 2007, Clawson, 2010). The principles and values 
of each business or institution create an environment, which leads to the achievement of personal and enterprising 
targets ( Buchko, 2007). Since the central values have been determined and have been applied, the evaluation has to 
confirm the real situation in relation to existing values. The model examines how leadership conveys these values to 
the whole organization of the company, values, which determine the professional behavior of human resources, 
according to the study of Tierney (1999b). Third, the leadership is evaluated based on “enterprising leadership”. In 
more detail, what is studied is the ways and guidelines the leader uses in order to direct and lead the company 
towards its targets (Western, 2008, Berg & Karlsen, 2012). The evaluation of the leadership, based on the three 
above mentioned perspectives, will have to produce an objective description with the weaknesses and the assets of 
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the business, as a basis for designing the improvement of future performance (Day et al., 2004) aiming at 
contributing to the success of the objectives of the company. 
Criterion 2: Policy and Strategy. The criterion “policy and strategy” refers to exploring the way in which the 
strategy of the organization is oriented towards actions, which refer to the concept of Total Quality and is evidenced 
by policies, plans and activities, actions, which promote the implementation of the vision and the mission of the 
institution. This criterion is founded on current and future needs and expectations of clients, personnel, stakeholders, 
suppliers etc, on the satisfaction of everybody involved, based on data and information regarding performance 
measurements and surveys, it is founded on activities, which deal with learning and creativity, innovation, 
excellence, business plans and investments, oriented to the future, to the application of optimal practices, 
modernization of older strategic plans, correction of errors and failures etc. Policy and strategy are developed, 
updated, refreshed, improved and applied within a framework of basic processes.  All these are communicated with 
clarity and in every detail to all parties involved within the institution and are implemented aiming at Continuous 
Improvement. More specifically, the criterion “policy and strategy” refers to the way in which the company plans 
and organizes the policy it is going to follow in order to achieve its goals (Sun & Hong, 2002, Calvo-Mora et al., 
2006). A business is more efficient, when all policy and strategic processes are interrelated and the decisions taken 
for future actions aim at improving its performance and form a viable competitive advantage (Biazzo & Garengo, 
2012, Conant et al., 1990, Matsuno & Mentzer, 2000, Talil, 2012). Policy and strategy development is a very serious 
issue. It begins with analyzing the conditions prevailing in the environment within and outside the business 
(especially the competitive environment) (Bonomo & Pasternak, 2005, Aaker, 1989, Kumar et al., 2011, Wheelen & 
Hunger, 2010, Kourdi, 2009) and then the weaknesses, strengths and prospects of the business are determined. 
Michalopoulos et al. (2007, p.25) mention that “[…] the opportunities and threats of the environment are 
acknowledged so as for the uncertainty and instability, which inevitably exist in the business field, to be dealt with”. 
When trying to plan its policy and strategy “the business must be extroverted and oriented to the external 
environment, since it is it, which puts pressure on the business, because of the continuous changes it undergoes and 
the creation of new facts, which influence the life and action of the business” (Papoulias, 2002, p.101). It is a fact 
that the general environment of a company (society, competitors, stakeholders, clients etc) is continually 
transformed and that is why the strategic plans and the policy must be oriented to the future. The superior executives 
of a business or institution gather useful information from the environment (exterior and interior) to meet the needs 
of clients, stakeholders and society, in order for the strategic plans to be updated and adapted, whenever it is judged 
necessary, as Lynch stresses (1997). During the evaluation of the criterion “Policy & Strategy” of the business, as 
Macmillan & Tampoe (2000) mention, what is explored is whether the missions and the vision of the company have 
been materialized (Rowe et al., 1993). Business targets are investigated and quantified and weaknesses and 
opportunities (Hitt et al., 1995, Lynch, 1997) are stressed in the current organizational system, in the direction 
mainly of applying the optimal practices, which will induce optimal performance (Sun & Hong, 2002). The 
businesses, which are studying ways of improving their weaknesses have more opportunities to acquire significant 
shares of the market and differentiate from the rest of the competitive businesses, as mentioned by Porter (1990). 
After the evaluation, superior executives possibly need to proceed to important reforms regarding the general 
philosophy and culture of the business. 
Criterion 3: Human Resource Management. This particular criterion focuses on the assessment of the way in 
which the institution/ service manages and improves human resources activities (Stefanatos, 2000), namely the 
intangible capital. Investigation and assessment of the administration of the parties involved constitute the 
goalsetting of this criterion, aiming at developing their knowledge, abilities and skills in an individual as well as in a 
group level the goal always being  Continual Improvement, support and development of the target and vision of the 
institution, completion of the strategic planning and pursuing its policy, developing close relationship among the 
staff but also between the staff and the leadership aiming also at devotion at work, further training and specialization 
of employees, further development and career of the executives etc. It explores how the development of knowledge 
and abilities of the staff is managed and planned in an individual and team level within the organization and their 
utilization for the support of policy and strategy and the effective operation of processes, taking of initiatives and 
actions, the preservation of Total Quality Culture and the Continuous Improvement concerning human resource. 
Over the last few years, human resource constitutes the most valuable asset of a business or company (Yang, 
2011, Αnastasiadou & Giossi, 2014). Τhe specific intangible capital of the business is the key for its success or 
failure, according to Ivancevich (1995). According to Bergeron (2004), the successful course of a business depends 
directly on the people composing it. The proper human resource management aims at the efficient use of knowledge 
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and skills of the staff (Tyson & York, 2000), in order to successfully lead to achieving the qualitative and 
quantitative goals of the business (Terzidis &Georgakis, 2004, Mouza-Lazaridi, 2006).   
Communication, team spirit, respect, good working relationships, empowerment of human resource and the 
creation of a safe and suitable working environment constitute determining elements for building relations of trust 
and devotion of the employees to the way towards excellence (Xirotiri – Koufidou 2010, Tyson & York 2000, Foot 
& Hook 1999). The company must cultivate and develop all the skills of the employees, in order for them to deal 
better with the changes of the market, improve their individual performance and thus contribute to the total growth 
of the business (Wright & McMahan, 1992, Way & Johnson, 2005, Viswesvaran & Ones, 2002). This criterion 
evaluates the methods used by the business for the cultivation of skills of its employees in an individual and team 
level. It is a crucial criterion, because it offers useful information for the employees’ needs, their feelings, their 
efficiency and their opinion on the general policies adopted by the company (insurance system, fair treatment etc) 
(Curtice, 2005). It is obvious that the focal point of the model is the effective planning and the implementation of 
educational projects and actions of the business, aiming at satisfying human resource and improving it (Papalexandri 
& Bouradas 2002, Delaney & Huselid, 1996). More specifically, the reward, the motivation, the development and 
professional growth ought to be consistent with the human resources (Woodruffe, 2006), in order to achieve their 
optimum “use” and thus total success (Hong et al., 1995). It is the company’s duty to create the right personnel 
management system (Lloyd, 1996), which will allow its employees to continually develop their abilities, be more 
creative (Yong-Jo & Chang-Lee, 2012), take greater responsibilities or more initiatives and contribute to the 
advancement of the workplace (Prien et al., 2003). At this point it is important to note that the ability of 
collaboration of the employees directly influences the function and the image of the business (Stiffler, 2006). This 
means that the positive climate (Martín Cruz et al., 2009), the development of dialogue and the good cooperation 
among the company’s members (Longenecker & Fink, 2008, Orpen, 1997) contribute in a positive way to the 
employees keeping pace and to their efficient communication with the culture and the company’s strategies. In this 
way the staff is encouraged to express innovative ideas and suggestions for improvement and be involved in new 
activities. 
Finally, useful findings derive from the evaluation regarding the degree and way in which employees are 
improving (Goodstein & Prien, 2006), developing and their knowledge and abilities are completed 
(Anastasiadou & Giossi, 2014) and their qualifications are utilized in the best and most efficient way during the year 
(Ivancevich, 1995). More specifically, it is concluded that education responds to the requirements of the business, 
but more so that education is in line with the general growth and culture of people. During evaluation 
"questionnaires will help the researcher perceive the degree in which employees adapt to the company’s goals 
within an atmosphere of continuous improvement” (Conti, 2001, σελ.146). The results occurring contribute 
significantly to the future course of the business (Goodstein & Prien, 2006) and to the designation of its future 
targets (Buller & McEvoy, 2012). 
Criterion 4:  Cooperation & Resources Management. Profit, competitiveness, increase of productivity, provision 
of goods and efficiency constitute the core factors for the success or failure of a business (Georgakis &Georgaki, 
2007).  To achieve these factors all the resources available and the partnerships will excellently combine over a long 
term plan (Skinner-Beitelspacher et al., 2012), in order for the goals of the company to be implemented. More 
specifically, Conti (2001, p.47)  mentions that “[…]This criterion focuses on the utilization and study of the 
resources of the company (financial resources, information, access to materials and storage, technology applications 
and infrastructure)”. Furthermore, the criterion evaluates the relations of cooperation with the suppliers in order for 
the rational use of resources and partnerships to be examined, and the management of external cooperation, which 
will contribute to the optimization and the improvement of the products or services (Patrinos, 2003, Van Horne, 
2002, Lumby & Jones, 2001, Fanariotis, 2001). Dobbins (1993), stresses that the goal of the company, besides the 
maximization of the profits, is the satisfaction of the consumers, the competitive advantage and the share in the 
competitive markets. In greater detail, the natural resources management is designed and implemented, taking into 
consideration the protection of the environment and its viability (Thorne et al., 2008). Over the last few years 
pressure is exercised on the businesses to search for opportunities for a “green” strategy, which will have positive 
impact on the environment and the society (Coulson & Dixon, 1995, D'Souza et al., 2006, Olson, 2009, Holt, 1998). 
The drawing of strategic plan and the formulation of the mission of the company will have to take into consideration 
all its available natural resources, such as properties, mechanical equipment, infrastructure and raw material stocks, 
equipment and material, technology (Karvounis & Georgakellos, 2003, Lynch, 1997). 
Moreover, the forms of energy used and consumed are included in the available sources of the business. This 
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means that the oil, the natural gas, the electricity, the solar energy etc. are forms of energy, which, each one from the 
selection to the right management influence the efficient operation of the businesses (Holme, 2010, Tsaklaganos, 
2005).On the other hand, the technological resources refer to the familiarizing of the company with the technology. 
Τhe rapid increase of scientific development and technological changes force administration to choose the right 
level of technology for the company depending on its goals (Hill, 1990) and the right level of abilities of its human 
resources (Kinnie & Arthurs, 1988). The technological upgrading of the business constitutes a fundamental 
precondition, not only for a business to maintain its competitive position in the market (Lawrence et al., 2005, 
Gyves & O'Higgins, 2008) but also to advance communication both in the interior as well as the exterior 
environment (Sakkas, 1999, Rivera-Camino, 2007). 
Every organization or company needs financial resources to expand. The capitals available (that is the capitals, 
which it will invest in fixed expenses, in financial obligations, in salaries, maintenance, transfer of goods, 
development expenses etc) constitute a precondition for the growth and operation of a company. De Beer & Friend 
(2006) report in their article that proper management of financial resources of the company plays significant role in 
all its performance and course. It is a fact that several financial decisions taken have immediate impact in the 
function and the dangers of the business (Avgerinos & Drakopoulos, 2010). The criterion of the model evaluates and 
examines how the company organizes the above mentioned sources, the way in which the sources available are 
connected with the general strategies, in order for everything to contribute to the creation of values (Skinner–
Beitelspacher et al., 2012)   and in the improvement of the results. On the other hand, partnerships constitute an 
important resource for the good function of the organization (Werther & Chandler, 2006, Davis, 1992, McIntosh, 
1990). The assessment of this category is important, because in the environment of a business or an institution there 
is a large number of suppliers, deliverers, partners etc. Business relationships are developed and used to support the 
strategy of the business and the most significant processes, so as for its goals to be achieved in the most effective 
way, as mentioned by Thorne et al. (2008) and Bourne et al. (2003).  The evaluation of partnerships will investigate 
interpersonal relationships and detect weaknesses in order to propose solutions and improve the relationships with 
scientific partners. 
Criterion 5: Processes: The criterion “Processes” occupies central position among the conditions and the results. 
It is a crucial criterion, because it can influence dramatically the survival and the success of a business or an 
institution in a competitive environment (Martin-Castilla, 2002). According to Bou-Llusar et al. (2009, p.5) 
“processes belong to the practical part of EFQM model oriented to the improvement of productive methods and 
functions, so that continuous improvement can be possible, improvement of products and services towards 
customers”. Processes constitute a series of actions and methods in order for a specific goal to be achieved (in the 
present and in the future). “They are nothing more than guidelines for actions and they present in every detail the 
way of applying particular activities in a systematic way and in chronological order” (Milioni, 1995, p.36). Every 
company or well-organised institution is based on many processes. With the selected processes priorities are 
formulated and changes leading to continuous improvement are checked (Mantzaris, 2011, Martín-Castilla & 
Rodríguez-Ruiz, 2008, Martin-Castilla, 2002) in order for the production of goods and services to cover the needs 
and satisfy the expectations of the customers. Τhe evaluation of processes will present a list of the strong and weak 
points (Nabitz & Klazinga, 1999) for each one of them. Τhe evaluation has a unique goal to locate the most efficient 
processes, which will contribute to the achievement of the mission of the business or institution and to their future 
improvement (Bititci et al., 2011, Armistead et al., 1997), in order for the customers (internal and external) and the 
stakeholders to benefit and be hugely satisfied and the clients-institution relations to be strengthened. It is clear that 
through the evaluation of the processes benefits are recognized, quantified and compared, the basic parameters and 
the operation cost of a development project or policy are examined, so as for a decision to be taken whether the 
application of selected processes is purposeful and beneficial for the totality of the business (Mergos 2003). 
Therefore, for the implementation of an evaluation what is necessary is not only a theoretical framework, which will 
provide useful information for the operation of financial and strategic processes of a business, but also feedback 
(Hunt & Baruch, 2003) of different factors relating to the overall prosperity and survival (Brinkerhoff & Dressler, 
1990) of the business. 
Criterion 6: Customers’ satisfaction. Equally important is the satisfaction of external customers, who trust the 
products and services of the business. Customers’ satisfaction is the key to survival and to the successful course of 
any business in the future (Bennett & Rundle-Thiele, 2004, Mihelis et al., 2001, Anderson & Sullivan, 
1993, Bernhardt et al., 2000). For this reason Larsson & Bowen (1989) believe that the customer is the most 
fundamental asset of the business. Today, many companies and institutions have understood the significance of 
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customer satisfaction and have chosen a philosophy, which focuses on the client and his/her contentment. According 
to Gursoy & Swanger (2007) και Matsuno & Mentzer (2000) companies ought to pay attention to the continually 
changing demands and expectations of the customers (Schmeltz, 2012) based on research and have the ability to 
respond quickly and effectively (compared to the rest competitive businesses). Customer satisfaction is one of the 
basic principles characterizing TQM (Homburg & Rudolph, 2001, Dutka, 1994, Cartwright, 2001, Chatzipandeli, 
1999). The ability to predict customers’ needs and their recognition is the most important source for keeping the 
competitiveness advantage of the business, as mentioned by Vilares & Coelho (2003). Customer orientation, 
according to the definition given by Deshpande et al. (1993, p.27) is “the totality of operational processes and 
activities oriented towards customer satisfaction through its continuous evaluation of his/her needs”. More 
specifically, Rossomme (2003) in her article mentions that the record of opinions, perceptions and attitudes and the 
measurement of customer satisfaction can give information and offer opportunities, existing in the market, in order 
for the business to exploit them properly, increase its sales and for the salespeople to increase their performance. 
Moreover, Westbrook & Oliver (1991) in their article they interpret customer satisfaction as the total reaction of the 
customer after choosing what to buy and using the product. The evaluation for customer satisfaction aims at 
stressing crucial areas and verifying how successfully were strategic plans applied for the customers. Furthermore, 
evaluation will project points of improvement of the existing products or services and strategy weaknesses 
concerning unhappy customers, through surveys of customers and focus groups. Finally, through evaluation, 
information can be collected regarding the products or services for the total image of the business (Fornell, 1992), 
the diversity of the product (Kimita et al., 2009), the politeness and personnel service or the complaints about the 
professionalism of the staff and its performance. 
Criterion 7: Employee Satisfaction. The present criterion is a major issue not only for employees, but also for 
institutions/businesses. Nebeker et al. (2001), underline that human resource is the most valuable asset of a 
company. The successful operation of a business is not based only on a person but on a team of people, who 
contribute to the successful and lucrative function of the business or the institution. This criterion focuses on the 
degree to which the company, with the policy that it follows rewards the human resource and satisfies their needs 
and expectations (Werner & DeSimone, 2006, Cole, 2002). The concept of satisfaction is twofold. In more detail, 
“on the one hand, it means personnel satisfaction from work and the institution in general, and on the other hand, 
satisfaction of the institution from the general behavior and performance of the personnel” (Fanariotis, 1996, p.172).  
There are a lot of researches, which directly connect employees’ psychological satisfaction with the pursuit of 
businesses for high productivity and satisfied staff (Agho et al., 1993, Aiswarya & Ramasundaram, 2012, Brown & 
Peterson, 1994, Rogers et al., 1994, Glisson & Durick,1988). Furthermore, important role in their satisfaction play 
the relations of employees not only in the wider business environment, but also in an interpersonal level (Clampitt & 
Downs, 1993, Barnett & Brennan, 1997, Crino & White, 1981, Rodwell et al., 1998, Neil & Snizek, 1987). 
Employees’ satisfaction, as Crosby et al. (1994) stress in their research, derives from their wish to offer high quality 
products or services, which respond to the customers’ needs. Additionally, the achievement of this outcome 
(customer satisfaction), will also contribute to their personal satisfaction. According to Spector (1997) “work 
satisfaction” is defined as the general feeling of employees about their work, that is if they are satisfied or 
dissatisfied with the nature of their work as well as with its various dimensions. On the contrary, Churchill 
et al. (1974) underline that employees’ satisfaction depends on a series of work characteristics, but oftentimes 
employees can be at the same time satisfied with certain aspects of their work and dissatisfied with others. As 
Loveday (1996) mentions in her study, factors, which can promote professional satisfaction of staff, are positive 
interpersonal relationships in the work place, harmonious working environment, and effective policy on the side of 
the business, safety, education provided and prospects of development. Finally, Jekiel (2011, p.52) mentions in his 
book that “happy employees are more efficient in their work”. It is a fact that every employee seeks to cover the 
widest possible spectrum of his/her needs and values within their workplace (Chirotiri-Koufidi, 1991).  With the 
assessment of this criterion, the researcher is able to record the levels of satisfaction, observe the performance of the 
employees and the level of development of skills, through research of perceptions and attitudes, focus groups, 
constructed interviews, and systematic evaluations of personnel in whatever has to do with their performance. The 
levels of satisfaction of human resource are determined by their perception of working environment, the mission of 
the business, the development and career prospects (Choo & Bowley, 2007), leadership, communication (Carrière & 
Bourque, 2009, Silverthorne, 2005), collaboration, equal opportunities and services (Van der Voordt, 2004) the 
business provides for its employees. Furthermore, the measurement of satisfaction, gives a full picture of the general 
stance and behavior the employee has towards the business or institution, where he/she works. 
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Criterion 8: Results on society. The particular criterion of EFQM model refers to and evaluates the various 
influences of each business on society. A company is undoubtedly an open system and an active part of society, 
because it consists of people living in it (Nijhof & Jeurissen, 2010, Breton & Pesqueux, 2006, Moir, 2001). Within 
this society the business interacts with its external environment (Davis et al., 1980, Breton & Pesqueux, 2006) 
develops, offers products or services, consumes natural resources, creates relationships, is influenced and influences 
society in general (Floros, 1993, Montana & Charnov, 2002, Lawrence et al., 2005). Koulougliotis (1992, p.58) 
mentions that “contemporary business is based on its continuous communication with the wider society from which 
it draws the biggest part of its power”. On the other hand, it is practically difficult for businesses to be able to 
integrate the society’s needs in their total strategy, as Galbreath (2009) underlines in his study. However, Davis 
et al. (1980) note that administrative executives of businesses should cooperate with social authorities (schools, 
municipalities, libraries, local governments and institutions) and participate in local or social programs, so as for the 
companies to perceive the needs of society, encourage their social action and empower their charity work. Τhe 
quality policy followed by the European model means that the business knows these incidences and accepts the 
relevant obligations and takes responsibilities, so that the negative consequences from its function are minimized 
(use of mild forms of energy, recycling, lowering of pollution and noise etc.) (Chatzipandeli, 1999). Due to the fact 
that society and business are inextricably linked, the company must actively participate in social actions and 
contribute to the viable development of society, the improvement of the quality of life of the people and of their 
wider environment. (Duckworht & Moore, 2010, Googins et al., 2007). The evaluation of this category focuses on 
the measurement of the produced results and the impact (positive or negative) of the company’s strategy on the 
social system on which it functions (Galbreath, 2009, Conti, 2001), based on the society’s perceptions, as these are 
recorded in reports and surveys, in demonstrations, federations, public gatherings and political and social authorities. 
The evaluation of results of the social activities of the company is divided in two. First, the degree to which the 
company has decreased the negative impact on the environment and society, while in the second part the totality of 
benefits for the company is examined, benefits that derived from its selected policies (Conti, 2001). Finally, the 
purpose of the assessment is to give valid and reliable information, which can be used to formulate future actions 
and new policies and will go in line with the goals of the company and the needs of society. 
Criterion 9: Business results. The survival of each company or institution depends directly on the proper 
financial management, on the maximization of capitals and on the increase of its profits (Doyle & Hooley, 1992). 
Moreover, the company is obliged to adapt its action on the current development in the changing external 
environment and differentiate in relation to the competitors (McAdam & Bailie, 2002), so that it ensures its survival 
in new conditions (Kaur et al., 2013) in the least possible cost (Pomonis, 2005, Maydeu-Olivares & Lado, 2003). Ιt 
is a fact that the elementary mission of the companies is , on the one hand the pursuit of the lowest possible cost and, 
on the other hand, the highest performance and quality in the products or services ( Michalopoulos et al., 2007). The 
decisions taken by the administration have a direct impact on the function of the company or the institution. 
Avgerinos & Drakopoulos (2010) note that the financial decisions taken directly affect profits, sales amount, 
capitals, losses etc. The particular criterion examines the financial performance of the profits achieved by the 
company in relation to its business plan (Wongrassamee et al., 2003, Gorji & Siami, 2011). With the control of the 
particular criterion there is a record, observation and comparison (Rolstadas, 1998, Neely, 2005) of every business 
action concerning the existing business plan and mistakes or omissions are identified. The assessment is important, 
because it gives the business the opportunity to totally examine its strategy (Ittner et al., 2003), reinvestigate its 
functional and strategic goals (Franco-Santos et al., 2007), determine its strong or weak points (Murthy, 2012) and 
check its progress. All that will eventually contribute to the short term and long term success of the business 
(Kennerley & Neely, 2003, McAdam & Bailie, 2002), to generally calculating the financial results of the institution 
as well as its efficiency (Stefanatos, 2000) and to determining its position in a national as well as an international 
level. Furthermore, the evaluation of this particular criterion aims at the investigation of benefits, the designation of 
the performance of the plans or investments or the selection of those with the highest performance (Polyzos, 2011). 
As mentioned by Schiuma (2012), businesses seek to find new ways of administration and improvement of their 
functions, in order to operate more efficiently to the benefit of everybody interested. 
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2. The research  
2.1. The research hypotheses 
In the present research “enablers” criteria of EFQM model are recorded. The views of teachers of Primary 
Education are analyzed in light of these criteria, highlighting thus, the dimensions of the Greek educational reality. 
Although the main purpose of this research is the deeper analysis of the embedded interactions among “enablers” 
criteria of EFQM model in order for a channel to be established for quality improvement in primary education. 
For this reason and more specifically, for the examination of the importance of each possible and feasible 
relationship that can be investigated at this model (Figure 1) due to variance explained (R2) by each path, the 9 
following hypotheses are examined: 
H1a: Leadership has a positive direct effect on Policy and Strategy of the institution.  
H1b: Leadership has a positive direct effect on Human Resources Management. 
H1c: Leadership has a positive direct effect on Cooperation and Resources. 
H1d: Leadership has a positive direct effect on Procedures. 
H2a: Policy and Strategy of the institution have a positive direct effect on Human Resources Management. 
H2b: Policy and Strategy of the institution have a positive direct effect on Cooperation and Resources. 
H2c: Policy and Strategy of the institution have a positive direct effect on Processes. 
H3: Human Resources Management has a positive direct effect on Processes. 
H4: Cooperation and Resources have a positive direct effect on Processes. 
         
 2.2. The research sample 
 
The research sample consisted of 366 Greek teachers in primary education. 134 (36.6%) out of 366 were male 
and 232 (63.4%) female teachers. 39 (10.7%) respondents have from 1 to 10 years teaching experience, 134 (36.6%) 
from 11 to 20 years, 157 (42.9%) from 21 to 30 years and finally 36 (9.8%) from 31 to 40 years teaching experience. 
Only 7 respondents (1.9%) hold a PhD and 22 (6%) hold a master degree. 45 (12.3%) out of 366 respondents have 
been school leaders.  
    
 2.3 Data analysis methodology 
 
Confirmatory Factor Analysis: In order to investigate the structure of the factors measured with the questionnaire 
a confirmatory factor analysis (CFA) was  applied. The aim of this confirmatory analysis was to reveal if the 
questionnaire is actually valid and suitable for the measurement of the variables it investigates. It is noted that an 
instrument of evaluation has valid if the existence of variation is justified in its statements (Anastasiadou 2012a, 
Anastasiadou & Douma 2014). In order to test the model the goodness-of-fit of the research model is estimated.   
The criteria of acceptance of a model is the comparative fit index (CFI) which is not dependent on the size of the 
sample and taken values from 0 – 1 (Bentler, 1993, Joreskog et al., 1996) and it must be CFI > 0.9, the index Χ2/df 
(Χ2/df=chi-square to its degrees of freedom ratio) and it must be Χ2/df<2. Since the ratio Χ2/df  depends on the size 
of the sample the ratio NNFI (Non-Normed Fit Index) is used, which is independent on the size of the sample 
(Bentler, 1993) and it must (by agreement) be NNFI>0.95. GFI (Goodness of Fit) is used and it must be GFIt>0.80, 
AGFI (Comparative Fit Index) is used and it must be AGFI>0.8 and NFI (Normed Fit Index) is used and it must be 
NFI>0.9. In addition, the indexes RMSR (Root Mean Square Residuals) are used and it must (by agreement) be 
RMSR <0.06 and the RMSEA (RMSEA=root mean-square error of approximation) and it must be RMSEA<0.06.     
For the purposes of the data analysis adaptation to the regular distributions of all the variables that participated in 
the analysis (Multivariate Normality) was checked and it was shown that all the univariate distributions are normal 
distributions, all the joint distributions of all combinations of variables are also normal and all the bi-variable scatter 
plots are linear and homoskediastik and finally there were no outliers (Anastasiadou, 2013). Moreover the data were 
evaluated for their linearity and the examination of variance charts for each variable was shown that there was not 
any problem of linearity (Anastasiadou, 2012b, Anastasiadou 2012c). 
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3. Data analysis results   
The research aims at capturing Greek Primary school teachers’ attitudes, opinion and perceptions regarding the 
five “enabler” criteria on which the EFQM is based.  
Descriptive statistics results: The first group of 7 items concerning Leadership criterion is the following and is 
presented in Table 1. The social subjects express an extreme disagreement with the statements of the factor 
‘Leadership”. More specifically, regarding the ‘Leadership” criterion, the examinees claim that the leader does not 
disclose to the rest of the teachers the targets, the vision and the values of the institution/school (Μ=2.04, sd=0.543) 
(ΗG1). Along with the answers of the survey participants it is obvious that the Leader does not improve / reinforce 
his/her actions, so as to respond to the present and future needs of the institution (HG2) (Μ=2.18, sd=0.459), does 
not plan the organizational structure (not the structure of teaching or research), which suits the policy and strategy of 
the institution (HG3) (Μ=2.32, sd=0.415) and does not apply a system of basic processes or activities of 
reinforcement of the policy, strategy and purpose of the institution (HG4) (Μ=1.98, sd=0.297). The questionnaire 
takers claim that the leader is not in contact with the different participants in order to know his/her expectations and 
his/her views (HG5) (Μ=2.18, sd=0.134), does not support the students’ and  personnel’s contribution in the acts of 
improvement (HG6) (Μ=2.34, sd=0.236) and finally, does not publicly recognize the success of individuals and 
groups in actions of quality improvement (HG7) (Μ=1.93, sd=0.298).  
The “enabler” criterion consists of 10 items, which concern the Policy and Strategy of the Institution and are 
presented in Table 1. Concerning the criterion “Policy and Strategy of the Institution” the participants do not have a 
clear view as to what extent  the policy and strategy go along with the vision and the values of the organization 
(Μ=2.97, sd=0.276) (PS1). Therefore, according to them, central policy and strategy of the institution are not 
expressed clearly and in writing (PS2) (Μ=1.47, sd=0.154) and not all parties of central policy participate in the 
process of forming and notifying its policy and strategy (PS3) (Μ=1.86, sd=0.243) , not to mention that there is not 
a formal procedure of revision and readjustment of the policy and strategy of the institution (PS4) (Μ=1.98, 
sd=0.165). Respondents further maintain that the central policy and strategy of the institution is not constructed 
based on a strategic plan (PS5) (Μ=2.35, sd=0.146), the targets of the central policy of the institution are not defined 
in writing and in a clear and quantifiable way (PS6) (Μ=2.03, sd=0.123) and are not communicated to all the levels 
of the institution (PS7) (Μ=1.97, sd=0.107). Besides, the participants in the research report that the principles of 
quality are by no means integrated in the policies, strategies and targets of the institution  (PS8) (Μ=1.46, sd=0.112). 
The teachers taking part in the research state that there is no process allowing the formulation of policies and 
strategies of the educational establishment and their modification in a short term frame (PS9) (Μ=2.37, sd=0.118) 
and finally, they believe that the wording and the revision of the policy and strategy, does not include the needs and 
expectations of the participants (PS10) (Μ=1.97, std=0.112). 
As far as criterion “Human Resourced Management” is concerned, respondents retain that it does not determine 
present and future needs of the staff concerning their knowledge, abilities and skills (DA1) (Μ=2.14, sd=0.131) and 
it does not run staff training programs to improve their knowledge, abilities and skills (DA2) (Μ=2.39, sd=0.638) 
nor does it promote actions, which reinforce commitment and participation of teachers in improvement actions 
(DA3) (Μ=2.41, sd=0.532). Moreover, Human Resources management cannot form proper communication channels 
for exchanging and communicating the best practices, knowledge and experience (DA5) (Μ=2.48, sd=0.496). 
People who were asked seem convinced that efforts to improve quality, either in an individual or team level, are not 
recognized (DA6) (Μ=2.09 sd=0.674). They state that Human Resources Management does not establish social 
benefits and improvement of service and facilities for the staff (DA7) (Μ=2.18, sd=0.863) and finally, that active 
participation of teachers in actions concerning health, security, the environment and social and moral responsibilities 
is not encouraged (DA8) (Μ=2.37, sd=0.706). 
The fourth “enabler” is composed of 8 items, which form the Category Cooperation and Sources, and are 
presented in Table 1 Therefore, concerning criterion “Cooperation and Sources” the teachers who were asked reveal 
a neutral attitude regarding whether partnerships with suppliers are set up to create values and mutual benefits (SYN 
1) (Μ=3.12, sd=1.143), and regarding whether agreements are concluded, which guarantee the exchange of knowledge and 
experience with the suppliers (SYN) (M=3.39, sd=1.215) regarding whether the right investments are made to develop 
the policy and strategy of the institution aiming at its continual improvement (SYN 3) (Μ=3.38, sd=1.057). In 
addition, the examinees do not have a crystallized view concerning whether proper handling of inventories, 
materials and energy is done (SYN 4) (Μ=3.45, sd=1.168) and whether there is a designation and evaluation of the 
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influence of new technologies in the institution (SYN 5) (Μ=3.20, sd=1.263). Moreover, the people who were asked 
convey neutrality about whether mechanisms are applied to collect and handle facts which support the policy and 
strategy of the institution (SYN 6) (Μ=3.06, sd=1.244). Finally, they have no opinion as to whether mechanisms are 
applied to determine the need of the participants for information (SYN 7) (Μ=3.49, sd=1.231) and whether 
information is used to continuously improve the system of administration and service (SYN 8) (Μ=3.42, 
sd=1.135). 
The fifth “enabler” criterion named “Processes” holds a central position in the conditions and the results. 
“Processes” is made up of 13 questions, 3 of which deal with the Educational Processes, 3 with the Research and the 
remaining 8 concern the Administrative Processes and are displayed in Table 1. As regards the “Educational 
Processes” criterion, the teachers asked maintain that the educational process responds not only to the needs and 
expectations of the students (ED1) (Μ=3.75, sd=1.124), and the needs and expectations of the institutions/schools 
(ED2) (Μ=3.84, sd=1.005) but also to the needs and expectations of society (ED3) (Μ=3.67, sd=1.013). As regards 
“Research Processes” criterion respondents do not have a clear view as to whether the research activity responds to 
the needs and expectations of the students  (ER1) (Μ=3.39, sd=1.207), of the institutions/schools (ER2) (Μ=3.45, 
sd=1.120), or the needs and expectations of society (ER3) (Μ=3.29, sd=1.016). Regarding the “Administrative 
Processes” criterion, the participants do not have a crystallized view as far as if the central administration is making 
efforts to locate and analyze the basic processes and actions (DE1) (Μ=2.32, sd=0.853), if there is printed material 
to support the processes (scope, integrated actions, reliability etc) (DE2) (Μ=2.07, sd=0.354), if duties are delegated 
for the periodic inspection and reexamination of the processes (DE3) (Μ=1.84, sd=0.138) and finally, if the 
information collected on the demands and suggestions of the participants, are then used to upgrade the 
processes(DE4) (Μ=2.42, sd=0.326). The people who took part in the research do not have a clear view as to 
whether creativity and innovation are applied to develop new processes and services (DE5) (Μ=1.99, sd=0.208), 
whether processes are created aiming at ensuring adequate services rendered to the teachers asked (DE6) (Μ=2.13, 
sd=0.325) and finally, they are not clear as to whether particular services are developed to support people and 
students (DE7) (Μ=2.39, sd=0.318). 
 
Table 1: “Enabler” criteria 
 
 Mean Std. 
Deviation 
Outer 
Loading 
Composite 
Reliability 
(CR) 
Average 
Variance 
Extracted 
(AVE) 
Cronbach’s 
a 
Leadership     0.897 0.783 0.872 
HG1. The Leader notifies the rest of the teaching staff of 
the goals, the vision and the values of the institution/ 
school.  
2.04 0.543 0.897    
HG2.The Leader improves/ reinforces his/her actions, so 
as to meet the present and future needs of the institution.  
2.18 0.459 0.869    
HG3. The Leader plans the organizational structure (not 
the teaching or research structure), which fits the policy 
and strategy of the institution.  
2.32 0.415 0.843    
HG4. The Leader applies a system of basic procedures or 
activities of reinforcement of the policy, the strategy and 
the purpose of the institution.  
1.98 0.297 0.861    
HG5.The Leader is in contact with the different 
participants in order to be aware of their expectations and 
views.  
2.18 0.134 0.882    
HG6. The Leader encourages the students’ and teaching 
staff’s participation in acts of improvement.  
2.34 0.236 0.875    
HG7.The Leader recognizes publicly the successful acts 
of individuals and teams towards improving quality   
1.93 0.298 0.864    
Policy and Strategy of the institution    0.925 0.804 0.836 
PS1.The policy and strategy of the organization   2.97 0.276 0.901    
PS2. The central policy and strategy of the institution are 
expressly recorded in writing  
1.47 0.154 0.895    
PS3. All the sections/ parts of the central policy of the 
organization participate in the process of forming and 
notifying its policy and strategy.  
1.86 0.243 0.903    
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PS4. There is a formal procedure of the revision and 
readjustment of the policy and strategy of the institution.  
1.98 0.165 0.923    
PS5. The central policy and strategy of the institution is 
constructed following a strategic plan.  
2.35 0.146 0.896    
PS6. The targets of the central policy of the institution 
are defined in writing in a clear quantifiable way.  
2.03 0.123 0.982    
PS7. The targets are communicated to all the levels of the 
organization.  
1.97 0.107 0.915    
PS8. The principles of quality have been integrated in all 
the policies and strategies and the goals of the institution.  
1.46 0.112 0.956    
PS9. There is a procedure, which allows the development 
of policies and strategies of the institution and their 
adjustment in a short-term frame.  
2.37 0.118 0.874    
PS10. The needs and expectations of the participants are 
taken into account in defining and revising the policies 
and strategies.  
1.97 0.112 0.882    
Human Resources Management    0.942 0.802 0.935 
DA1. The human resources management determines the 
current and future needs of the staff regarding their 
knowledge, abilities and skills.  
2.14 0.131 0.867    
DA2. Training programs are developed by the human 
resources administration to improve knowledge, abilities 
and skills of the teaching staff.  
2.39 0.638 0.785    
DA3: Activities, which support the dedication and 
involvement of staff in improvement actions, are 
promoted by the administration of human resources. 
2.41 0.532 0.893    
DA4. Teachers are encouraged by the human resources 
administration to take initiative and perform actions of 
improvement.  
2.39 0.653 0.792    
DA5. Human Resources Management creates 
communication channels suitable for exchanging the best 
practices, knowledge and experience.  
2.48 0.496 0.768    
DA6. Efforts aiming at improving quality either in an 
individual or team level are recognized.  
2.09 0.674 0.675    
DA7. Social benefits and improvement of service and 
facilities for the staff are established by the Human 
Resources Management.  
2.18 0.863 0.794    
DA8. Active participation of personnel in actions 
regarding health, security, the environment and social 
and moral responsibilities is encouraged by the Human 
Resources Management.  
2.37 0.706 0.805    
Cooperation and Resources    0.886 0.781 0.851 
SYN 1. Partnerships are set up with suppliers to create 
values and mutual benefits.  
3.12 1.143 
0.805    
SYN 2. Agreements are concluded, which guarantee the 
exchange of knowledge and experience with the 
suppliers.   
3.39 1.215 
0.823    
SYN 3. Proper investments are attracted to develop 
policy and strategy of the institution as well as its 
continual improvement.   
3.38 1.057 
0.831    
SYN 4. The right handling of inventories, materials and 
energy.  
3.45 1.168 
0.829    
SYN 5. There is a determination and evaluation of the 
effect of new technologies on the institution.  
3.20 1.263 
0.842    
SYN 6. Mechanisms are used for the collection and 
handling of data supporting the policy and strategy of the 
institution.  .    
3.06 1.244 
0.815    
SYN 7. Mechanisms are operated aiming at determining 
the needs of the participants to be informed.  
3.49 1.231 
0.809    
SYN 8. Information is utilized to constantly improve the 
management and service system.  
3.42 1.136 
0.818    
Processes    0.941 0.814 0.918 
Educational Processes        
ED1. The Educational activity responds to the needs and 
expectations of the students.  
3.75 1.124 0.911    
ED2. The Educational activity responds to the needs and 3.84 1.005 0.927    
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expectations of the institutions/schools.  
ED3. The Educational activity responds to the needs and 
expectations of society.  
3.67 1.013 0.908    
Research Processes        
ER1. The research process responds to the needs and 
expectations of the students.  
3.39 1.207 0.932    
ER2. The research process responds to the needs and 
expectations of the institutions/schools.  
3.45 1.120 0.945    
ER3. The research process responds to the needs and 
expectations of society.  
3.29 1.016 0.894    
Administrative Procedures       
DE1. The central administration is making efforts 
towards tracking and analyzing basic procedures and 
actions.  
2.32 0.853 0.792    
DE2. There is printed material to support the procedures 
(scope, integrated actions, reliability etc).  
2.07 0.354 0.806    
DE3. Responsibilities are delegated to periodically 
inspect and reevaluate the procedures.  
1.84 0.138 0.756    
DE4.The information collected regarding the demands 
and suggestions of the participants is used afterwards to 
upgrade the procedures.   
2.18 0.261 230    
DE5. Creativity and innovation are applied aiming at 
developing new procedures and services.  
1.99 0.208 0.811    
DE6.Procedures are created in order to ensure adequate 
service offered to the participants.   
2.13 0.325 0.825    
DE7. Particular services are developed to support people 
and students.  
2.39 0.318 0.819    
 
Measurement Model Fit results: For the scales’ reliability analysis Cronbach’s a, Composite Reliability (CR>0.7) 
and Average Variance Extracted (AVE>0.5) (Table 1: “Enabler” criteria) were calculated for all latent variables’ 
measurement scales.  
Results as presented in Table 1 revealed that all scales were reliable. Results for Composite Reliability (CR) 
estimate that CR for the Leadership, Policy and Strategy of the institution, Human Resources Management, 
Cooperation and Resources and Procedures latent variable is equal respectively to 0.897, 0.925, 0.942, 0.886 and 
0.941 and above the threshold of 0.7, fact that revealed that all factors were reliable. Compared to Cronbach’s a 
equal to 0.872, 0.836, 0.935, 0.851 and 0.918 for the Leadership, Policy and Strategy of the institution, Human 
Resources Management, Cooperation and Resources and Procedures latent variable respectively, which assumes 
equal weights of all the items of a construct and is influenced by the number of items, Composite Reliability relies 
on actual loadings to compute the factor scores and thus provides a better indicator for measuring internal 
consistency. All factors loadings are significant and as can be seen in Table 1 all latent variables’ AVEs are very 
high equal to 0.783, 0.804, 0.802, 0.781 and 0.814 facts that verify measures’ reliability (Hair et al, 2005). 
In addition as all items loaded more heavily on their corresponding factors rather than on other factors, 
discriminant validity was satisfactory. In addition, the square roots of all AVEs (Table 1: Cronbach’s a, Composite 
Reliability (CR) and Average Variance Extracted (AVE)) were larger than correlations among constructs (Table 2: 
Inter- construct correlations), thereby fulfilling discriminant validity. Yet, all the inter-construct correlations are 
below the cut-off point of 0.9, which suggests distinctness in discriminant validity. 
Table 2: Inter- construct correlations 
 
 Leadership  Policy and 
Strategy of the 
institution  
Human 
Resources 
Management  
Cooperation 
and Resources  
Policy and Strategy of the 
institution  
0.19    
 Human Resources 
Management  
0.11 0.23   
Cooperation and Resources  0.18 0.19 0.27  
Procedures  0.17 0.21 0.13 0.15 
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Furthermore, the average extracted variances are all the five latent variables factors (Leadership, Policy and 
Strategy of the institution, Human Resources Management, Cooperation and Resources and Procedures) of 
“enablers” of EFQM model (Patients Loyalty Scale) are equal to 0.783, 0.804, 0.802, 0.781 and 0.814 respectively 
and are all above the recommended 0.50 level (Hair et al. 1995) that implies convergent validity. In conclusion, the 
measures are reliable and valid. 
Results of Confirmatory Factor Analysis for the model testing: The hypotheses are tested through structural 
equation modelling technique (SEM) by LISREL 8.8, software. Model estimation was done using the Maximum 
Likelihood Estimation, with the item covariance matrix used as input. The indicators were indentified on the basis of 
their loadings (Anastasiadou 2012). These indicators are associated to their respective latent or unobserved variables 
to calculate the estimate. The values of SEM are given below (Table 3: Structural Equation Modelling).   
 
Table 3: Structural Equation Modelling 
Values CFI Χ2/df GFI AGFI NFI NNFI RMSR RMSEA 
Good fit 
indices 
0.91 1.7 0.83 0.86 0.95 0.95 0.05 0.05 
 
The overall analysis of the mode indicates that the model is a very good fit (Table 3) due to the fact that the 
comparative fit index is above the cutoff point of 0.90 (CFI =0.91>0.9), the index chi-square to its degrees of 
freedom ratio Χ2/df is below 2 (Χ2/df =1.7), the Goodness of Fit index is above the cutoff point of 0.80  
(GFI=0.83), the Comparative Fit Index is above the cutoff point of 0.80 (AGFI=0.86), the Normed Fit Index is 
above the cutoff point of 0.90 (NFI=0.95), the Non-Normed Fit Index is above the cutoff point of 0.90 
(NNFI=0.95), the Root Mean Square Residuals is below the cutoff point of 0.06 (RMSR=0.05), and finally the Root 
Mean-Square Error of Approximation is below the cutoff point of 0.06 (RMSEA=0.05).  
In addition the overall model goodness-of-fit results and the measurements model assessments lend substantial 
support for confirmation of the proposed 5-latent variable model (Hair, 2005). 
The path significance of each hypothesized association in the research model and variance explained (R2) by 
each path is also examined. The standardized path coefficients, and explained variances of the structure model are 
shown in Figure 1. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 1 
Hypothesis H1a is supported since the effect of Leadership value to Policy and Strategy is significant (β=0.58) and 
R2=0.48, which means that Policy and Strategy value is to a large extent explained by Leadership. 
Hypothesis H1b is supported since the value of the use of Leadership affects significantly and positively the value of 
H1b 
Policy and Strategy 
H1c 
Cooperation and 
Resources
Leadership Procedures 
Human Resources 
Management
H1a 
H1d 
H2a H2b 
H2c 
H4 
    H3 
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Human Resources Management (β=0.49). Totally 39% (R2=0.39) of the value of Human Resources Management is 
explained by the value of Leadership. 
Hypotheses H1c and H1d are supported. Leadership has a positive direct effect on the value of Cooperation and 
Resources (β=0.36) and on the value of Procedures (β=0.28). Totally 35% (R2=.35) of the value Cooperation and 
Resources and 24% (R2=0.24) of the value of Procedures are explained by Leadership respectively. 
Hypotheses H2a and H2b are supported. Policy and Strategy has a positive direct effect on the value of Human 
Resources (β=.47) and on the value of Cooperation and Resources (β=.38).  Totally 56% (R2=0.56) of the value of 
Human Resources and 42% (R2=.42) of the value of Cooperation and Resources are explained by Policy and 
Strategy respectively. 
Hypothesis H2c is supported since the effect of Policy and Strategy of the institution to Procedures plays an 
outstanding role (β=0.51) and R2=0.59 that means Procedures value is largely explained by Policy and Strategy. 
Finally, Hypotheses H3 and H4 are supported, which make evidence the influence of Human Resources 
Management and Cooperation and Resources on Procedures latent variable. More especially Hypothesis H3 is 
supported since the value of the use of Human Resources Management affects significantly and positively the value 
of Procedures (β=0.27). Totally 33% (R2=0.33) of the value of Procedures is explained by value of Human 
Resources Management. Further more Hypothesis H4 is supported since value Cooperation and Resources has a 
serious direct effect on Processes variable (β=0.31). Totally 35% (R2=0.35) of the value of Procsses is explained by 
the value of Cooperation and Resources. 
4. Conclusions and future research proposals 
The present study tried to analyse EFQM model, which comprises five “enabler” criteria, named Leadership, 
Policy and Strategy, Human Resources Management, Cooperation and Resources and Procedures and four “results” 
criteria, namely  Customers’ satisfaction, Employee Satisfaction, Results on society and Business results. 
In addition, there was an attempt to capture in depth the relationships among the five “enabler” criteria. The 
results obtained from confirmatory factor analysis support the reliability and validity of five “enabler” criteria. The 
results reveal some significant relations between Leadership, Policy and Strategy, Human Resources Management, 
Cooperation and Resources and Procedures. Leadership plays on outstanding role on Policy and Strategy, a 
significant role on Human Resources Management and an important role on Cooperation and Resources, result that 
is in line with Calvo-Mora et al. (2013) outcomes in a field of education and Eskildsen and Dalhlggaard (2000) and 
Wislon and Collier (2000) outcomes. Furthermore, Policy and Strategy go along with Human Resources and 
Cooperation and Resources. The results of Calvo-Mora et al. (2013) also confirm the previous relations. Finally, 
Human Resources Management and Cooperation and Resources and Procedures are also related.  
In this respect, the principal implication is that serious attention is needed to be paid to the vision of education 
leadership. The Institution’s performance is strongly connected with students, staff and leadership communication. 
Adequate appreciation should be given to the efforts of all the parties because this recognition contributes largely to 
high performance. The culture of excellence is the key to quality and has serious impact on people’s motivation and 
procedure improvements. Culture of excellence, distinct policy and strategy and leadership vision, values and 
commitment can lead to students, parents, teachers and society managing to meet their needs and expectations.  
 
References 
Aaker, D. A. (1989). Managing assets and skills: The key to a sustainable competitive advantage. California 
Management Review,31(2), 91-106. 
 Agho, A., Mueller, C. W., & Price, J. L. (1993). Determinants of employee job satisfaction: An empirical test of a 
causal model. Human Relations, 46 (8), 1007-1021. 
 Aiswarya, B., & Ramasundaram, G. (2012). A study on interference of work– life conflict between organisational 
climate and job satisfaction of women employees in the information technology sector. Asia-Pacific Journal of 
Management Research and Innovation, 8(3), 351-360. 
425 Sofi a D. Anastasiadou and Poulcheria A. Zirinoglou /  Procedia Economics and Finance  33 ( 2015 )  411 – 431 
Anastasiadou S., 2012a. Structural Equation Modelling in the Construction of a Structural Model of the 
Repercussions and Consequences in the Greek society and economy of Balkan and Eastern Europe Countries 
immigrants’ entrance. International Review of Applied Economic Research, Vol.6. No.1-2, pp1-9. 
Anastasiadou Sb. 2012. Diversifications between expected and perceived attitudes toward learning statistics with 
technology. The International Journal of Learning, vol 18, Issue 3, pp.161-176.  
Anastasiadou S., 2012c. A structural model describes Chinese tradesmen attitudes towards Greek students’ 
consumption behavior. Economic Sciences. Vol 11, Issue 2, pp:102-111.  
Anastasiadou S., 2013. Developing and Evaluating a Structural Equation Model Measuring Leadership Changes in a 
Lifelong Learning World. The International Journal of Educational Organization and Leadership, Volume 19, 
Issue 2, pp.1-17.  
Anastasiadou S. Giossi S. 2014. A structural equation model describing the influence of lifelong learning on human 
resource development. Social and Behavioral Sciences, under publication. 
Anastasiadou S. Douma S. 2014.  A Structural Equation model of factors affecting medical profession. Procedia - 
Social and Behavioral Sciences 159, pp. 387 – 390. 
Anderson, E. W., & Sullivan, M. W. (1993). The antecedents and consequences of customer satisfaction for firms. 
Marketing Science, 12(2), 125-43. 
 Armistead, C., Machin, S., & Pritchard, J. P. (1997). Implications of business process management on operations 
management. International Journal of Operations and Production Management, 17(9), 886-98. 
Avgerinos T., & Drakopoulos, S. (2010). Business Administration-Management and business economics. 
Thessaloniki: University Studio Press.  
 Barnett, R., & Brennan, R. (1997). Change in job conditions, change in psychological distress and gender: A 
longitudinal study of dual-earner couples. Journal of Organizational Behavior, 18, 253-274. 
Baroutas, S. (2007). Leadership Today. Thessaloniki: Malliaris. 
Bass, B. M. (1985). Leadership and performance beyond expectations. New York: Free Press. 
Belasco, J. A., & Stayer, R. C. (2000). The Flight of the buffalo. Athens: Eds Kritiki.. 
 Bennett, R., & Rundle-Thiele, S. (2004). Customer satisfaction should not be the only goal. Journal of Services 
Marketing, 18(7), 514-523. 
Berg, M. E., Karlsen, J. T. (2012). An evaluation of management training and coaching. Journal of Workplace 
Learning, 24(3), 177-199. 
Bergeron, C. (2004). Build a talent strategy to achieve your desired business results. Handbook of Business Strategy, 
5(1), 133-140. 
Bernhardt, K. L., Donthu, N., & Kennett, P. (2000). A longitudinal analysis of satisfaction and profitability. Journal 
of Business Research, 47(2), 161-71. 
Bentler, P. M. 1993. EQS: Structural equations program manual. Los Angeles: BMDP Statistical Software. 
Beugré, C. D., Acar W., & Braun, W. (2006). Transformational leadership in organizations: an environment-induced 
model. International Journal of Manpower, 27(1), 52-62. 
Biazzo, S., & Garengo, P. (2012). Measuring Business Performances: The Balanced Scorecard Model. Springer 
Briefs in Business, 6, 1-22. 
Bititci, U. S., Ackermann, F., Ates, A., Davies, J., Garengo, P., Gibb, S., MacBryde, J., Mackay, D., Maguire, C., 
Van der Meer, R., Shafti, F., Bourne, M., & Firat, S. U. (2011). Managerial processes: business process that 
sustain performance. International Journal of Operations & Production Management, 31(8), 851-891. 
Blanas, G. (2003). Total Quality Networking. Athens: Patakis. 
Bonomo, J., & Pasternak, A. (2005). Unlocking profitability in the complex company. Journal of Business Strategy, 
26(3), 10-11. 
Bou-Llusar, J. C., Escrig-Tena, Β.Α., Roca-Puig, V., & Beltran-Martin, I. (2009). An empirical assessment of the 
EFQM Excellence Model: Evaluation as a TQM framework relative to the MBNQA Model. Journal of 
Operations Management, 27(1), 1-22. 
Bourne, M., Franco, M., & Wilkes, J. (2003). Corporate performance management. Measuring Business Excellence, 
7(3), 15-21. 
 Breton, G., & Pesqueux, Y. (2006). Business in society or an integrated vision of governance. Society and Business 
Review, 1(1), 7-27. 
426   Sofi a D. Anastasiadou and Poulcheria A. Zirinoglou /  Procedia Economics and Finance  33 ( 2015 )  411 – 431 
 Brinkerhoff, R. O. & Dressler, D. E. (1990). Productivity measurement: a guide for managers and evaluators. 
USA: Sage Publications. 
 Brown, S. P., & Peterson, R. A. (1994). The effect of effort on sales performance and job satisfaction. Journal of 
Marketing, 58(2), 70-80. 
Buchko, A. A. (2007). The effect of leadership on values-based management. Leadership & Organization 
Development Journal, 28(1), 36-50. 
Buller, F. P., & McEvoy, M. G. (2012). Strategy, human resource management and performance: Sharpening line of 
sight. Human Resource Management Review, 22(1), 43-56. 
Calvo-Mora, A., Leal, A. & Roldan J., (2006). Using enablers of the EFQM model to manage institutions of higher 
education, Quality Assurance in Education, 14 (2), 99-122.  
Campatelli, G., Cittib, P., & Meneghin, A. (2011). Development of a simplified approach based on the EFQM 
model and Six Sigma for the implementation of TQM principles in a university administration. Total Quality 
Management, 22(7), 691-704. 
Carrière, J., & Bourque, C. (2009). The effects of organizational communication on job satisfaction and 
organizational commitment in a land ambulance service and the mediating role of communication satisfaction. 
Career Development International, 14(1), 29-49. 
Cartwright, R. (2001). Customer Relations. Athens: Anubis.  
Chatzipandeli, P. (1999). Human resources management. Athens: Metaixmio.   
 Choo, S., & Bowley, C. (2007). Using training and development to affect job satisfaction within franchising. 
Journal of Small Business and Enterprise Development, 14(2), 339-352. 
 Churchill, G. A., Ford, N. M., & Walker, O. C. (1974). Measuring the job satisfaction of industrial salesmen. 
Journal of Marketing Research,11, 323-332. 
 Clampitt, P. G., & Downs, C. W. (1993). Employee Perceptions of the Relationship Between Communication and 
Productivity: A Field Study. Journal of Business Communication January, 30(1), 5-28. 
Clawson, G. J. (2010). Level Three Leadership (4th ed.). New Jersey: Pearson Education Int. 
Cole, G. (2002). Personnel and human resources management (5th ed.). United Kingdom: Thomson. 
Conant, J. S., Mokwa, M., & Varadarajan, R. (1990). Strategic type, distinctive marketing competencies and 
organizational performance: A multiple measures-based study. Strategic Management Journal, 11(5), 365-383. 
Conti, T. (2001). Self-assessment of businesses and organizations (1st ed.). Athens: Journal of quality ECO-Q.  
Coulson, A. B., & Dixon, R. (1995). Environmental risk and management strategy: the implications for financial 
institutions. International Journal of Bank Marketing, 13(2), 22-29. 
 Crino, M. E., & White, M. C. (1981). Satisfaction in communication: An examination of the Downs-Hazen 
measure. Psychological Reports, 49, 831-838. 
 Crosby, L. A., Grisaffe, D. B., & Marra, T. R. (1994). The impact of quality and customer satisfaction on employee 
organisational commitment. Marketing and Research Today, 22(1),19-31. 
Curtice, J. (2005). Want to motivate your employees? Keep your company safe and you will. Handbook of Business 
Strategy, 6(1), 205-208. 
Davis, J. J., (1992). Ethics and green marketing. Journal of Business Ethics, 11(2), 81-87. 
Davis, K., Frederick, W. C., & Blomstrom, R. L. (1980). Business and society: concepts and policy issues. Tokyo: 
McGraw-Hill. 
Day, D. V., Gronn, P., & Salas, E. (2004). Leadership capacity in terms. The Leadership Quarterly, 15, 857-80. 
De Beer, P., & Friend, F. (2006). Environmental accounting: a management tool for enhancing corporate 
environmental and economic performance. Ecological Economics, 58(3), 548-60. 
Delaney, J. T., & Huselid, M. A. (1996). The impact of human resource management practices on perceptions of 
organizational performance. Academy of Management Journal, 39(4), 949-969. 
 Dervitsiotis, Κ. (2005). Total Quality Management. Athens: Nomiki Blibliothiki.  
 Deshpande, R., Farley, J. U., & Webster, F. E. (1993). Corporate culture, customer orientation, and innovativeness. 
Journal of Marketing, 57(1), 23-38. 
Dexter, B., & Prince, C. (2007). Evaluating the impact of leadership development: a case study. Journal of 
European Industrial Training, 31(8), 609-625. 
Dobbins, R. (1993). An Introduction to Financial Management. Management Decision, 31(2), 5-110. 
427 Sofi a D. Anastasiadou and Poulcheria A. Zirinoglou /  Procedia Economics and Finance  33 ( 2015 )  411 – 431 
 Doyle, P., & Hooley, G. J. (1992). Strategic orientation and corporate performance. International Journal of 
Research in Marketing, 9(1), 59-73. 
D'Souza, C., Taghian, M., Lamb, P., & Peretiatkos, R. (2006). Green products and corporate strategy: an empirical 
investigation. Society and Business Review, 1(2), 144-157. 
Dubrin, A. J. (1995). Leadership. USA: Houghton Mifflin Company. 
Duckworth, H. A., & Moore, R. A. (2010). Social responsibility. New York: Taylor & Francis Group.Dutka, A. F. 
(1994). AMA handbook for customer satisfaction. USA: NTC Business Books. 
Ely, K., Boyce, L. A., Nelson, K. J., Zaccaro, J. S., Hernez-Broome, G., & Whyman, W. (2010). Evaluating 
leadership coaching: A review and integrated framework. The Leadership Quarterly,21(4), 585-599. 
Eskildsen, J. K., & Dahlgaard, J. J. (2000). A causal model for employee satisfaction. Total Quality Management, 
11, 1081-94. 
Fanariotis, P. (1996). Human relations in the working environment. Athens: Stamouli Publications 
Fanariotis, P. (2001). Principles of organization and business administration (2nd ed.). Athens: Stamouli 
Publications.  
Fleishman, E. A., Mumford, M. D., Zaccaro, S. J., Levin, K. Y., Korotkin, A. L., & Hein, M. B. (1991). Taxonomic 
efforts in the description of leader behavior: A synthesis and functional interpretation. Leadership Quarterly, 
2(4), 245-287. 
Floros, Χ. (1993). Contemporary administration of businesses. Athens: Synthroni Ekdotiki.  
Foot, M., & Hook, C. (1999). Introducing Human resources management (2nd ed.). London: Longman. 
Fornell, C. (1992). A national customer satisfaction barometer: the Swedish experience. Journal of Marketing, 
56(1), 6-21. 
Franco-Santos, M., Kennerley, M., Micheli, P., Martinez, V., Mason, S., Marr, B., Gray, D., & Neely, A. (2007). 
Towards a definition of a business performance measurement system. International Journal of Operations & 
Production Management, 27(8), 784-801. 
Galbreath, J. (2009). Building corporate social responsibility into strategy. European Business Review, 21(2), 109-
127. 
Georgakis, K., & Georgaki, Α. Μ. (2007). Organisation and Management (4th ed.). Athens: Rosili. 
Georgiades, N., & Macdonell, R. (1998). Leadership for competitive advantage. England: John Wiley & Sons Ltd. 
Gergen, D. (2001). Character of leadership. Executive Excellence, 18, 5-7. 
Gill, R. (2006). Theory and practice of leadership. Great Britain: Sage Publications.  
Glisson, C., & Durick, M. (1988). Predictors of job satisfaction and organizational commitment in human service 
organizations. Administrative Science Quarterly, 33(1), 61-81. 
Goodstein, L. D., & Prien, E. P. (2006). Using, individual assessments in the workplace. San Francisco: Pfeiffer. 
Googins, B. K., Mirvis, P. H., & Rochlin, A. S. (2007). Beyond good company. New York: Palgrave MacMillan.  
Gorji, M., & Siami, S. (2011). Self-Assessment with regard to Efqm Model and the relationship between its criteria 
and organization's performance. Australian Journal of Basic and Applied Sciences, 5(12), 153-161. 
Gursoy, D., & Swanger, N. (2007). Performance-enhancing internal strategic factors: Impacts on financial success. 
International Journal of Hospitality Management, 26(1), 213-227. 
Gyves, S., & O'Higgins, E. (2008). Corporate social responsibility: an avenue for sustainable benefit for society and 
the firm?. Society and Business Review, 3(3), 207-223. 
Hair, J.F., Black, W., Babin, B., Anderson, R.E., & Tatham, R.L. (2005). Multivariate data analysis (5th ed.). Upper 
Saddle River, NJ: Prentice Hall. 
Hair, J.F., Black, W., Babin, B., Anderson, R.E., & Tatham, R.L. (2010). Multivariate data analysis (7th ed.). Upper 
Saddle River, NJ: Prentice Hall. 
Hill, L. E. (1990). Resources, Resistances and Economic Growth. International Journal of Social Economics, 17(6), 
60-66. 
Hitt, A. M., Ireland, R. D., & Hoskisson, E. R. (1995). Strategic management. USA: West Publishing 
Company.Holme, C. (2010). Corporate social responsibility: a strategic issue or a wasteful distraction?. 
Industrial and Commercial Training, 42(4),179-185. 
Holt, D. (1998). The perceived benefits of an environmental management standard. Business Process Management 
Journal, 4 (3), 204-213. 
428   Sofi a D. Anastasiadou and Poulcheria A. Zirinoglou /  Procedia Economics and Finance  33 ( 2015 )  411 – 431 
Homburg, C., & Rudolph, B. (2001). Customer satisfaction in industrial markets: dimensional and multiple role 
issues. Journal of Business Research, 52(1), 15-33. 
Hong, J. C., Yang, S. D., Wang, L. J., Chiou, E. F., Su, F. Y., & Huang, S. L. (1995). Impact of employee benefits 
on work motivation and productivity. International Journal of Career Management, 7(6), 10-14. 
Horner, M. (1997). Leadership theory: past, present and future. Team Performance Management, 3(4), 270-287. 
Hunt, J. W., & Baruch, Y. (2003). Developing top managers: the impact of interpersonal skills training. Journal of 
Management Development, 22(8), 729-752.  
Ittner, C., Larcker, D., & Randall, T. (2003). Performance implications of strategic performance measurement in 
financial service firms. Accounting, Organizations and Society, 28 (7/8), 715-741. 
Ivancevich, J. M. (1995). Human Resources Management (6th ed.). USA: Irwin. 
Jekiel, C. M. (2011). Lean Human Resources. USA: Taylor & Francis Group.  
Karvounis, S., & Georgakellos, D. (2003). Environmental Management: Business and Sustainable Development. 
Athens: Stamouli Publications. 
Kaur, M., Singh, K., & Ahuja, I. S. (2013). An evaluation of the synergic implementation of TQM and TPM 
paradigms on business performance. International Journal of Productivity and Performance Management, 62(1), 
66-84. 
Kennerley, M., & Neely, A. (2003). Measuring performance in a changing business environment. International 
Journal of Operations & Production Management, 23(2), 213-229. 
Kinnie, N. K., & Arthurs, A. J. (1988). Human Resource Policies and the Introduction of Information Technology. 
Management Research News, 11(1/2), 39-40. 
Kotler, P. (2003). Marketing Management (11th ed.). USA: Prentice Hall. 
Koulougliotis, Ν. (1992). Business and Society. Athens: Synchroni ekdotiki 
Kourdi, J. (2009). Business strategy (2nd ed.). London: The Econimist Newspaper Ltd.      
Kumar, R., Garg, D., & Garg, T. K. (2011). Total quality management success factors in North Indian 
manufacturing and service industries. The TQM Journal, 23(1), 36-46. 
Larsson, R., & Bowen, D. E. (1989). Organization and customer: managing design and coordination of services. 
Academy of Management Review, 14(2), 213-33. 
Lawrence, A. T., Weber, J., & Post, E. J. (2005). Business and Society. New York: McGraw-Hill.  
Lloyd, G. C. (1996). Fostering an environment of employee contribution to increase commitment and motivation. 
Empowerment in Organizations, 4(1), 25-28. 
Longenecker, C. O., & Fink, L. S. (2008). Key criteria in twenty-first century management promotional decisions. 
Career Development International, 13(3), 241-251. 
Loveday, Μ. (1996). Employee satisfaction and HR at ISS. Management Development Review, 9(4), 9-12. 
Lumby, S., & Jones, C. (2001). Fundamentals of investment appraisal. London: Thomson Learning. 
Lynch, R. (1997). Corporate Strategy. Great Britain: Financial Times Management.  
Macmillan, H., & Tampoe, M. (2000). Strategic management. Great Britain: Oxford University Press. 
Mantzaris, I. (2011). Contemporary administration of Business and Organizations. Serres: Mantzaris Ioannis. 
Martín-Castilla, I. J., & Rodríguez-Ruiz, O. (2008). EFQM model: knowledge governance and competitive 
advantage. Journal of Intellectual Capital, 9(1), 133-156. 
Martin-Castilla, J. I. (2002). Possible Ethical Implications in the Deployment of the EFQM Excellence Model. 
Journal of Business Ethics, 39, 125-134. 
Martín-Cruz, N., Martín-Pérez, V., & Trevilla-Cantero, C. (2009). The influence of employee motivation on 
knowledge transfer. Journal of Knowledge Management, 13(6), 478-490. 
Matsuno, K., & Mentzer, J. (2000). The effects of strategy type on the market orientation-performance relationship. 
Journal of Marketing, 64(1), 1-16. 
 Maydeu-Olivere, A., & Lado, N. (2003). Market orientation and business performance: a mediated model. 
International Journal of Service Industry Management, 14(3), 284-309. 
 McAdam, R., & Bailie, B. (2002). Business performance measures and alignment impact on strategy: The role of 
business improvement models. International Journal of Operations & Production Management, 22(9), 972-996. 
McAdam, R., & Bannister, A. (2001). Business performance measurement and change management within a TQM 
framework. International journal of operations and production management, 21(1/2), 88-107. 
429 Sofi a D. Anastasiadou and Poulcheria A. Zirinoglou /  Procedia Economics and Finance  33 ( 2015 )  411 – 431 
 McIntosh, A. (1990). The impact of environmental issues on marketing and politics in the 1990s. Journal of the 
Marketing Research Society, 33(3), 205-217. 
Mergos, Ι. (2003). Socio-economic assessment of investments and policies. Athens: Benou Publications.  
Michalopoulos, Μ., Grigoroudis, E., & Zopounidis, Κ. (2007). The strategy of businesses. Athens: Klidarithmos 
Publications.  
 Mihelis, G., Grigoroudis, E., Siskos, Y., Politis, Y., & Malandrakis, Y. (2001). Customer satisfaction measurement 
in the private bank sector.  European Journal of Operational Research, 130(2), 347-360. 
 Milioni, Ε. (1995). Programming the business activities. Athens: Synthroni Ekdotiki.  
Moir, L. (2001). What do we mean by corporate social responsibility?. Corporate Governance, 1(2), 16-22. 
Montana, P. J., & Charnov, B. H. (2002). Management (3rd ed.). Athens: Klidarithmos Publications.  
Morales-López, V. (2013). Leadership in organization knowledge to Mexico. Procedia - Social and Behavioral 
Sciences, 73, 661-668. 
Mouza-Lazaridi, Α. Μ. (2006). Human resources management. Athens: Kritiki Publications.  
Murthy, P. V. (2012). Integrating corporate sustainability and strategy for business performance. World Journal of 
Entrepreneurship, Management and Sustainable Development, 8(1), 5-17. 
 Nabitz, U. W., & Klazinga, N. S. (1999). EFQM approach and the Dutch Quality Award. International Journal of 
Health Care Quality Assurance, 12(2), 65-70. 
Nebeker, D., Busso, L., Werenfels, P. D., Diallo, H., Czekajewski, A., & Ferdman, B. (2001). Airline station 
performance as a function of employee satisfaction. Journal of Quality Management, 6(1), 29-45. 
Neely, A. D. (2005). The evolution of performance measurement research: developments in the last decade and a 
research agenda for the next. International Journal of Operations & Production Management, 25(12), 1264-
1277. 
Neil, C. C., & Snizek, W. E. (1987). Work values, job characteristics and gender. Sociological Perspectives, 30(3), 
245-265. 
Nijhof, A., & Jeurissen, R. (2010). The glass ceiling of corporate social responsibility: Consequences of a business 
case approach towards CSR. International Journal of Sociology and Social Policy, 30(11/12), 618-631. 
Olson, E. G. (2009). Business as environmental steward: the growth of greening. Journal of Business Strategy, 
30(5), 4-13. 
Orpen, C. (1997). The effects of formal mentoring on employee work motivation, organizational commitment and 
job performance. The Learning Organization, 4(2), 53-60. 
Papalexandri, N., & Bouradas, D.(2002). Human resources management. Athens: Benou Publications.  
Papoulias, D. Β. (2002). The strategy management of businesses and changes. Athens: Kastanioti Publications.  
Patrinos, D. (2003). Management-Introduction to Business Administration (2nd  ed.). Athens: Ellin Publications 
Polyzos, S. (2011). Management and projects management: Methods and techniques. Athens: Kritiki. 
Pomonis, Ν. (2005). The financial planning of businesses.  (3rd ed.). Athens: Stamouli Publications.  
Porter, M. E. (1990). The Competitive Advantage of Nations. New York: Free Press.  
Prien, E. P., Schippmann, J. S., & Prien, O. K. (2003). Individual assessment. USA: Lawrence Erlbaum Associates 
Publishers. 
Rivera-Camino, J. (2007). Re-evaluating green marketing strategy: a stakeholder perspective. European Journal of 
Marketing, 41(11/12), 1328-1358. 
Rodwell, J., Kienzle, R., & Shadur, M. (1998). The relationships among work-related perceptions, employee 
attitudes, and employee perceptions and employee performance: The integral role of communication. Human 
Resource Management, 37, 277-293. 
Rogers, J. D., Clow, K. E., & Kash, T. J. (1994). Increasing Job Satisfaction of Service Personnel. Journal of 
Services Marketing, 8(1), 14-26. 
 Rolstadas, A. (1998). Enterprise performance measurement. International Journal of Operations & Production 
Management, 18(9/10), 989-99. 
 Rossomme, J. (2003). Customer satisfaction measurement in a business-to-business context: a conceptual 
framework. Journal of Business & Industrial Marketing, 18(2), 179-195. 
Rowe, A. J., Mason, O. R., Dickel, E. K., Mann, B. R., & Mockler, R. J. (1993). Strategic management (4th ed.). 
USA: Addison- Wesley Publishing Company. 
430   Sofi a D. Anastasiadou and Poulcheria A. Zirinoglou /  Procedia Economics and Finance  33 ( 2015 )  411 – 431 
Sakkas, Ν. (1999). The emerging business. Athens: Ellin 
Sayles, L. R. (1979). Leadership: what effective managers really do ... and how they do it. New York: McGraw-Hill. 
Schiuma, G. (2012). Managing knowledge for business performance improvement. Journal of Knowledge 
Management, 16(4), 515-522. 
Schmeltz, L. (2012). Consumer-oriented CSR communication: focusing on ability or morality?. Corporate 
Communications: An International Journal, 17(1), 29-49. 
Silverthorne, C. P. (2005). Organizational psychology. New York: New York University Press.  
Skinner-Beitelspacher, L., Tokman, M., Adams, G. F., & Richey, J. R. (2012). Retail service-based operant 
resources and market performance. International Journal of Logistics Management, 23(3), 408-434. 
 Spector, P. E. (1997). Job Satisfaction: Application, Assessment, Causes, and Consequences. California: Sage 
Publications.  
Stefanatos, S. (2000).  Total Quality. Patra: EAP 
Stiffler, M. (2006). Performance: creating the performance-driven organization.  New Jersey: John Wiley. 
Sun, H., & Hong, C. (2002). The alignment between manufacturing and business strategies: its influence on business 
performance. Technovation, 22(11), 699-705. 
Talil, H. A. (2012). Products and services: Creating a sustainable competitive advantage. Business & Management 
Review, 2(6), 34-45. 
Terzidis, K., & Georgakis, Κ. (2004). Human resources management (1rd ed.). Athens: Rosili 
Thorne, M. D., Ferell O. C., & Ferell, L. (2008). Business and society (3rd ed.). USA: Houghton Mifflin Company.   
Tierney, P. (1999b). Work relations as a precursor to a psychological climate for change. Journal of Organizational 
Change Management, 12(2), 120-134. 
Tsaklaganos, Α. (2005). Introduction to Economics of Business (2nd ed.). Thessaloniki: Kiriakidis Publications. 
Tyson, S., & York, A. (2000). Essentials of HRM (4th ed.). Boston: Butterworth-Heinemann.  
Van der Voordt, T. J. M. (2004). Productivity and employee satisfaction in flexible workplaces. Journal of 
Corporate Real Estate, 6(2), 133-148. 
Van Horne, J. (2002). Financial management & policy (12th ed.). New Jersey: Prentice Hall.  
Vilares, M. J., & Coelho, P. S. (2003). The employee-customer satisfaction chain in the ECSI model. European 
Journal of Marketing, 37(11/12), 1703-1722. 
Viswesvaran, C., & Ones, D. (2002). Perspectives on models of job performance. International Journal of Selection 
and Assessment, 8(4), 216-226. 
Way, S. A., & Johnson, D. E. (2005). Theorizing about the impact of strategic human resource management. Human 
Resource Management Review, 15(1), 1-19. 
Werner, M. J., & DeSimone, L. R. (2006). Human resource development (4th ed.). USA: Thomson South-Western.  
 Werther B. W., & Chandler, D. (2006). Strategic corporate social responsibility. USA: Sage Publications.  
Westbrook, R. A., & Oliver, R. L. (1991). The dimensionality of consumption emotion patterns and consumer 
satisfaction. Journal of Consumer Research, 18(1), 84-91. 
Western, S. (2008). Leadership- a critical text. London: Sage Publications. 
Wheelen, L. T., & Hunger, J. D. (2010). Strategic management and business policy (12th ed.). New Jersey: Pearson 
Education.  
 Wislon, D., & Collier, D. (2000). An Empirical Investigation of the Malcolm Baldrige National Quality Award 
Causal Model. Decision Sciences, 31(2), 361–383. 
 Wongrassamee, S., Grdiner, P. D., & Simmons, J. E. L. (2003). Performance measurement tools: thw balanced 
scorecard and the EFQM Excellence model. Measuring Business Excellence, 7(1), 14-29. 
Woodruffe, C. (2006). The crucial importance of employee engagement. Human Resource Management 
International Digest, 14(1), 3-5. 
Wright, P. M., & McMahan, G. C. (1992). Theoretical perspectives for strategic human resource management. 
Journal of Management, 18(2), 295-320. 
Xirotiri – Koufidou S. (1991). Human resources management. Thessaloniki: Kyriakidi Publications 
Xirotiri – Koufidou S. (2010). Human resources management (4th ed.). Thessaloniki: Anikoula Publications.  
Yang, F. (2011). Work, motivation and personal characteristics: an in-depth study of six organizations in Ningbo. 
Chinese Management Studies, 5(3), 272-297. 
431 Sofi a D. Anastasiadou and Poulcheria A. Zirinoglou /  Procedia Economics and Finance  33 ( 2015 )  411 – 431 
Yong-Jo, N., & Chang- Lee, K. (2012). The effect of organizational trust, task complexity and intrinsic motivation 
on employee creativity: Emphasis on moderating effect of stress. Human Centric Technology and Service in 
Smart Space Lecture Notes in Electrical Engineering, 182(1), 199-206. 
Yuki, G. (1981). Leadership in organizations. New Jersey: Prentice-Hall. 
Zaccaro, S. J., Rittman, A. L., & Marks, M. A. (2001). Team leadership. Leadership Quarterl, 12, 451-483. 
 
